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IN THE CLAIMS: 

This listing of claims will replace all prior versions, and listings, of claims in the present 
application: 

1. (Currently amended) A method comprising: 

establishing M ^.Hm - h^s d a speech-based dialog between a person and a machine 
during a call , wherein the person uses a communication device to communicate wim^ peakto 
the mac "™ * rem mi miration channel during the call; 

automatically detecting a characteristic during the dialog in real time, wherein the 
.h^terist.-c is ^ ^mntPTistic Q f th* nerson. the communication device the communication 
rh^nn^l or an pnvimnment in wh ic h the person is located during the dialog, butt he 
characteristic Ig not unique l y indioativo of any of- does not uniquely identi fy, the id en tity of the 
person, tho idontity of the communication device, or any user account; and 

Gn otomizing tho dialog at an app l ication lovol, bacod on tho detectod cha r acterise 
electing a destination to which t hP nail should be routed, based on the detected characteristic, 
«nri not based nn the meaning nf anv speech o r t he fa ilure to recog nize any speech during the 
dialog. 

2. (Canceled) 

3. (Currently amended) A method as recited in claim 2-J., wherein the characteristic is an 
approximate age of the person. 

4. (Currently amended) A method as recited in claim SJ., wherein the characteristic is the 
gender of the person. 
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5. (Original) A method as recited in claim 1 , wherein the characteristic is a type of speech 
being spoken by the person. 

6. (Original) A method as recited in claim 1, wherein the characteristic is an emotional state of 
the person. 

7. (Original) A method as recited in claim 1 , wherein the characteristic is indicative of the 
truthfulness of speech of the person. 

8. (Original) A method as recited in claim 1 , wherein the characteristic is an acoustic 
characteristic. 

9. (Original) A method as recited in claim 1 , wherein the characteristic is indicative of a speech 
level of the dialog. 

10. (Original) A method as recited in claim 1 , wherein the characteristic is indicative of a noise 
level. 

1 1 . (Original) A method as recited in claim 10, wherein the characteristic is indicative of an 
acoustic noise level of the dialog. 

12. (Original) A method as recited in claim 10, wherein the characteristic is indicative of a 
signal noise level of the dialog. 

13-14. (Canceled) 

1 5. (Currently amended) A method as recited in claim 44J.. wherein the characteristic is a 
noise level of an acoustic environment in which the person is located. 
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16. (Currently amended) A method as recited in claim 4015, wherein the characteristic is a 
noise type of the-an acoustic environmen t in which th e person is located. 

17. (Currently amended) A method as recited in claim +315, wherein the characteristic is the 
level of reverberanoe of the-an acoustic environment in which the person is located. 

18. (Original) A method as recited in claim 1, wherein the characteristic is descriptive of a 
reason the person is experiencing an error. 

19. (Original) A method as recited in claim 1 , wherein the characteristic is a type of 
communication device the person is using to communicate with the machine. 

20-28; (Canceled) 

29. (Currently amended) A system comprising: 

a front end to generate a set of features in response to speech from a person during a 
dialog with the person, wherein the person uses a communication device to carry outtho dialog 
during a call communicate with the sys tem via a communication channel; 

a set of models; 

a speech recognition engine to recognize the speech from the person based on the 

features and the models; 

a characteristic detector to detect a characteristic of the perso n, the communication 
device, the communication channel, or an environment in which the person is located during the 
dialog, wherein the characteristic does not uniquely identify o thor than tho identity of t he person, 
the identity of tho cpocific communication device, or any user account; and 

a customization unit to cuctomizo tho dialog at an application lovol Paced on tho 
^ ctoot o d charactorictiG 
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a call muting unit to select a destination to which the call from the person should be 
muted, based on the detected characterist ic, and not based on the meaning of any speech or 
the failure to recognize anv speec h during the dialog. 

30. (Canceled) 

31. (Currently amended) A method comprising: 

examining each of a plurality of audio-based dialogs, each dialog between a person and 
a machine, to automatically detect a characteristic for at least some of the dialogs, wherein each 
person uses a communication device to communicate with the machine during the 
corresponding dialog, and wherein the characteristic io not uniquely ind i cativ e of any of: th e 
idonttty of does not uniquely identify t he person, the identity of tho communication device, or 

any user account; and 

generating an overall characterization of the dialogs with respect to the characteristic. 

32. (Original) A method as recited in claim 31 , wherein the overall characterization of the 
dialogs is a demographic analysis of the dialogs. 

33. (Original) A method as recited in claim 31 , wherein the characteristic is a characteristic of 
the person. 

34. (Original) A method as recited in claim 33, wherein the characteristic is an approximate 
age of the person. 

35. (Original) A method as recited in claim 33. wherein the characteristic is the gender of the 
person. 
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36. (Original) A method as recited in claim 31 , wherein the characteristic is a type of speech 
being spoken by the person. 

37. (Original) A method as recited in claim 31, wherein the characteristic is an emotional state 
of the person. 

38. (Original) A method as recited in claim 31 , wherein the characteristic is indicative of the 
truthfulness of speech of the person. 

39. (Original) A method as recited in claim 31 , wherein the characteristic is an acoustic 
characteristic. 

40. (Original) A method as recited in claim 31 , wherein the characteristic is indicative of a 
speech level of the dialog. 

41 . (Original) A method as recited in claim 31 , wherein the characteristic is indicative of a noise 
level. 

42. (Original) A method as recited in claim 41 , wherein the characteristic is indicative of an 
acoustic noise level. 

43. (Original) A method as recited in claim 41 , wherein the characteristic is indicative of a 
signal noise level. 

44. (Original) A method as recited in claim 31, wherein the characteristic is descriptive of an 
environment in which the person is located. 
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45. (Original) A method as recited in claim 44, wherein the characteristic is an acoustic 
characteristic. 

46. (Original) A method as recited in claim 45, wherein the characteristic is a noise level of an 
acoustic environment in which the person is located. 

47. (Original) A method as recited in claim 44, wherein the characteristic is a noise type of the 
acoustic environment. 

48. (Original) A method as recited in claim 44, wherein the characteristic is the level of 
reverberance of the acoustic environment. 

49. (Original) A method as recited in claim 31 , wherein the characteristic is descriptive of a 
reason the caller is experiencing an error. 

50. (Original) A method as recited in claim 31 , wherein the characteristic is a type of 
communication device the person is using to communicate with the machine. 

51 . (Original) A method as recited in claim 31 f wherein the method is implemented in a call 
routing system, and wherein said customizing the dialog at an application level comprises 
routing a call from the person based on the detected characteristic. 

52. (Original) A method as recited in claim 31 , wherein said customizing the dialog at an 
application level comprises customizing an error recovery dialog based on the detected 
characteristic 
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53. (Original) A method a$ recited in claim 31 , wherein said customizing the dialog at an 
application level comprises communicating content customized for the person based on the 
detected characteristic. 

54. (Original) A method as recited in claim 52, wherein the content comprises an 
advertisement customized for the person. 

55. (Original) A method as recited in claim 31 , wherein said customizing the dialog at an 
application level comprises customizing a call flow of the dialog for the person. 

56. (Original) A method as recited In claim 31, wherein said customizing the dialog at an 
application level comprises customizing a prompt delivery of the dialog for the person. 

57. (Original) A method as recited in claim 31, wherein said customizing the dialog at an 
application level comprises customizing a prompt style of the dialog for the person. 

58. (Original) A method as recited in claim 31 , wherein said customizing the dialog at an 
application level comprises customizing a set of grammars for the dialog for the person. 

59. (Original) A method as recited in claim 31 , wherein said customizing the dialog at an 
application level comprises customizing a persona of the machine for the person. 

60. (Currently amended) An apparatus comprising: 

means for providing a plurality of audio-based dialogs, each between a person and a 
machine, wherein each person uses a communication device to communicate with the machine 
during the corresponding dialog; 

means for examining each of the dialogs to automatically detect a characteristic for at 
least some of the dialogs, wherein the characteristic is not uniqu e ly indicativo - of any of: the 

8 

PAGE 12/20 1 RCVD AT S/15/20M 3:09:30 PM [Eastern Daylight Time] * SVR:USPTQ-EFXRF-3/15 ' DNIS:2738300 1 CSID:W8M78280 1 DURATION (mm-ss):04«66 



05-15-06 12:12pm From-BSTAZ SJ-Office Services 



408 947 8280 



T-379 P. 01 3/020 F-159 



idertft^e i does not uniquely identify the person, the idontity of tho specific communication 
device, or any user account and 

means for generating an overall characterization of the dialogs with respect to the 
characteristic. 

61. (New) A method comprising: 

establishing a speech-based dialog between a person and a machine, wherein the 
person uses a communication device to communicate with the machine via a communication 
channel during the dialog; 

automatically detecting a characteristic during the dialog in real time, wherein the 
characteristic is a characteristic of the person, the communication device, the communication 
channel, or an environment in which the person is located during the dialog, and wherein the 
characteristic does not uniquely identify the person, the communication device, or any user 
account; and 

dynamically customizing a call flow of the dialog for the person during the dialog, based 
on the detected characteristic, and not based on the meaning of any speech or the failure to 
recognize any speech during the dialog. 

62. (New) A method as recited in claim 61 , wherein the characteristic is a characteristic of the 
person's speech during the dialog. 

63. (New) A method as recited in claim 61 , wherein the characteristic is the person's gender or 
approximate age. 

64. (New) A method as recited in claim 61, wherein the characteristic is the person's emotional 
state. 
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65. (New) A method as recited in claim 61, wherein the characteristic is an acoustic 
characteristic. 

66. (New) A method as recited in claim 61 , wherein the characteristic is a type of 
communication device the person is using to communicate with the machine. 
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